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1. A method for establishing voic communications between an 
operator and an agent, th operator b ing associated with a 
computer and a telephone, the method comprising the steps of: 

entering a call request by the operator in the computer for 
the agent to call the operator; 

transmitting the call request from the computer over a 
computer network to a telephone switching system; and 

establishing voice communications between the agent and the 
operator through the telephone switching system. 

2. The method as recited in claim 1 wherein the step of 
establishing voice communications comprises the step of 
automatically dialing the telephone associated with the operator by 
the telephone switching system based on the call request. 

3. The method as recited in claim 2 wherein the step of 
transmitting the call request comprises the step of transmitting 
the call request from the computer over the Internet. 

4. The method as recited in claim 2 wherein the step of 
automatically dialing the telephone comprises the steps of: 

receiving the call request at a telephone computer associated 
with the agent; and 

automatically dialing the telephone by the telephone computer 
based on the call request. 

5. The method as recited in claim 4 comprising the step of 
automatically connecting the agent to the telephone after dialing 
the telephone. 

6. The method as recited in claim 5 wherein the step of 
automatically connecting the agent comprises the steps of: 

determining when the operator answers the telephone; and 
automatically connecting the agent to the tel phone when the 
operator anew rs the telephone. 
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7. Th method as recit d in claim 2 wherein th step of ntering 
the call request comprises th st p of 

entering a telephone number of the telephone associated with 
the operator; and 

wherein the step of automatically dialing the telephone 
comprises the step of dialing the telephone number . 

8. The method as recited in claim 2 wherein the step of entering 
the call request comprises the step of 

entering a time to call the operator; and 

wherein the step of automatically dialing the telephone 
comprises the step of 

automatically dialing the telephone at the time to call. 

9. The method as recited in claim 2 wherein the . step of entering 
the call request comprises the step of entering a name of the 
operator; and 

wherein the method comprises the step of 

indicating to the agent the name of the operator before 
establishing voice communications between the agent and the 
operator . 

10. The method as recited in claim 2 wherein the step of 
automatically dialing the telephone comprises the steps of: 

sending a dial request command from a telephone computer to an 
automatic call distributor associated with the agent; and 

automatically dialing the telephone by the automatic call 
distributor in response to the dial request command. 

11. The method as recited in claim 10 wherein the step of 
automatically connecting the agent comprises the steps of: 

det rmining when th operator answ rs the telephone; and 
automatically connecting the agent to the tel phone when the 
operator answers the telephone. 



95CR008 



-14- 



12. A method for establishing voice communications between an 
operator and an agent, the operator being associated with a 
computer and a telephone, the method comprising the steps of: 

entering a call request by the operator in the computer for 
the agent to call the operator, the call request including a 
telephone number of the telephone associated with the operator; 

transmitting the call request from the computer over a 
computer network to a telephone switching system; 

automatically dialing the telephone associated with the 
operator by the telephone switching system based on the telephone 
number in the call request; and 

automatically connecting the agent to the telephone. 

13. The method as recited in claim 12 wherein the step of 
transmitting the call request comprises the step of transmitting 
the call request from the computer over the Internet to the 
telephone switching system. 

14. The method as recited in claim 12 wherein the step of 
automatically dialing the telephone comprises the steps of: 

receiving the call request at a telephone computer associated 
with the agent; and 

automatically dialing the telephone by the telephone computer 
based on the call request. 

15. The method as recited in claim 14 wherein the step of 
automatically connecting the agent comprises the steps of: 

determining when the operator answers the telephone; and 
automatically connecting the agent to the telephone when the 
operator answers the telephone. 
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16. The method as recited in claim 15 wherein the step of entering 
the call request comprises the step of 

entering a telephone number of the telephone associated with 
the operator; and 

wherein the step of automatically dialing the telephone 
comprises the step of dialing the telephone number* 

17. The method as recited in claim 16 wherein the step of entering 
the call request comprises the step of 

entering a time to call the operator; and 

wherein the step of automatically dialing the telephone 
comprises the step of 

automatically dialing the telephone at the time to call. 

18. The method as recited "in claim 18 wherein the step of entering 
the call request comprises the step of entering a name of the 
operator; and 

wherein the method comprises the step of 

indicating the name of the operator to the agent before 
automatically connecting the agent to the telephone. 

19. The method as recited in claim 12 wherein the step of 
automatically dialing the telephone comprises the steps of: 

sending a dial request command from a telephone computer to an 
automatic call distributor associated with the agent; and 

automatically dialing the telephone by the automatic call 
distributor in response to the dial request command. 

20. The method as recited in claim 19 wherein the step of 
automatically connecting the agent comprises the steps of: 

determining when the operator answers the telephone; and 
automatically connecting the agent to the tel phon wh n th 
operator answers the telephone. 
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21. A communications system for stablishing voice communications 
betw n an operator and an ag nt, the operator being associated 
with an operator telephone and entering a call request into a 
computer, the communications system comprising: 

an agent telephone associated with the agent; and 
a telephone switching system for receiving the call request 
from the computer, for dialing the operator telephone and for 
interconnecting the agent telephone and the operator telephone. 

22. The communications system as recited in claim 21 wherein the 
telephone switching system comprises: 

a telephone computer for receiving the call request from the 
computer; and 

an automatic call distributor for automatically dialing th 
operator telephone in response to the telephone computer and for 
interconnecting the agent telephone and the operator telephone. 

23. The communications system as recited in claim 22 wherein the 
automatic call distributor comprises 

answer means for detecting when the operator answers th 
operator telephone, and 

wherein the automatic call distributor connects the agent to 
the operator telephone when the operator answers the operator 
telephone. 

24. The communications system as recited in claim 22 wherein the 
call request includes a time to call the operator and, wherein the 
telephone computer comprises: 

time means for detecting the time to call the operator from 
the call request; and 

dial means responsive to the time means for prompting the 
automatic call distributor to call the operator telephone at the 
time to call. 




